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Exhibit H viii 

~;ec. 1:';~-_...03. \D) Tht; Cornmi:s:.Jon ;:;hail d&slgn and implement a program whereby each 
tB!scorr:rr:unicalic-n::; carrier pro';iding locai ~?x::.:ilang•; service shaH provict& a te!ecommunlcations davie;:: capable of 
:-:G! vidng ihe needs o; those perso,1s wltft :1 hBaring or speech disability together with a single party Jlne, at no charge 
addi:ional to the tJasic excha11ge rate, to anj' subscriber who ls certified as having a hearing or soeech disability by a 
ilccr.sed physician .. SP<1ech-!anguagB pathologist. audiologist or a quallfied State agency and to any subscriber which 
is an organiza!icn se;v;n;; tile n&eds of those pemor.s with B hearing or speech disability as determined and specified 
by the Commission pwBusd to subsection (d). 

(b; The Commission shall design and implement a program, whereby each telecommunications carrier 
providing !ocat exchange service shali provide a telecommunications relay system, using third party intervention to 
connect those persons having a hearing or speech disability with persons of normal hearing by way of inter· 
communications devices ano the teleptltme systerr>, making available reasonable access to all phases of public 
telephone service to persons who have a hearing or speech disability. ln order to design a telecommunications relay 
system which will meet the requirements of those pers6ns with a hearing or speech disability available at a 
reasonable cost the Commission shall :nitiate an investigation and conduct public hearings to determine the most 
cost-effective method of providing telecommunications relay service to those persons who have a hearing or speech 
disability when usrng telecommunications devices and therein solicit the advice, counsel, and physical assistance of 
Statewide nonprofit consumer organizations that serve persons with hea;ing or speech disabilities in such hearings 
a1d durin9 tf-Je development and Implementation of the system. The Commission shall phase in this program, on a 
geographJca: basis, as soon as i3 practicable, but no later than June 30, 1990. 

(c) The Commission shall establish a rate recovery mechanism, authorizing charges In an amount to 
:)e determined by the Commission for each line of a subscriber to allow telecommunications carriers providing local 
exchange service to recover costs as they are incurred under this Section. 

(d) The Commission shall determine and specify those or-ganizations serving the needs of those 
persons havmg a hearing or speech disability that shall receive a telecommunications device and in which offices the 
equipment shall be installed in the case of an organization having more than one office. For the purposes of this 
Sectio!l, "orgar.1zations serving the needs of those persons with hearing or speech disabilities" means centers for 
independent living as described in Section 12a of the Disabled Persons Rehabilitation Act and; noHor~profit 
organizations whose primary purpose is serving the needs of those persons with hearing or speech disabiitties. The 
Commission shall direct the telecommunications carriers subject to its jurisdiction and this Section to comply with lts 
determinations and specifications in this regard. 

(e) As used in this Section, the phrase "telecommunications carrier providing local exchange service" 
includes, without otherwise !lnitlng the meaning of the term, telecommunications carriers which are purely mutual 
concerns, having no rates or charges fur services, but paying the operating expenses by assessment upon the 
members of such a company and no other person.(Source: PA 88-497, effective September 13, 1993.) 

Illinois TRS Certification Renewal October 2012 
1 



Exhibit I ix 

Illinois TRS Certificallon R~newa! (Ottnber, 2012) Pagesl-51 



:r 
0 
{ij" 

-t 
:::0 
(/) 

Q 
a 
£ 
g 
::J 

$l 
::J 

1 
& g 
.... 

·:. 

illinoia Tel~onununica.t~ Access C(h"!H1tatim.i 
3\ltH ~1ontwue Drive # Suite i) • Spcingtleld, rUin,>!<~ ;,:no.J­

i'JOO·iH !·61o7 VFIT\' ~ 2ll-!'d$·-.:J 17!) '\lfTT't 
fAX; 2'(1-6'111-()<)41 ~ 'W'(\'\\'.llM:tty i:Wf.l 

~ June 24, 2009 .... 
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Office 1.:>f the ~retary 
federal Cummuni~ions Cmm.'hissiot1 
Washingtt.m1 OC 20554 

Via I:;I;;ctroni.c Mmt (tn:mij) 

Deur Secretttry~ 

R£: C<; Oocke-t 03-6123 

A'{ direc~ in the above .. mentiuncd Dock~ please find th~ foUowing endoSt.-d doc-ument: 

• The SttucoflUmois' Sprint TRS and Caplel Annual C..omp!aint Logs, which incfrtdcs 
the number-uf'\Wmplaints received f'orthe period lune 1. 2008 through May 3J.*2009. 
that allege a viGlatlon <ifthe f~l TRS mandtltnry min1mum srandar&., the. date of the 
com:plain\ the nature of the complaint. the date of'its resolution and an e.xpl.aruttioo of 
the resutution. 
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cc: Emma Danielson, !Hinois Account Manager, Sprint Rf."lay (vin Email) 
Mnry Watters, Illinois Commerce Commission. ITAC!ITAP Liaison {via Email) 

Enclosures: Armual OHnoi~ TRS Complaint Log, which indudf:s CapTd Complnints fbr same 
reporting period (June J, 2008 through Mny 31. 2009). 
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Exhibit I ix 

~· 
•Ht~>'i . . ' D<~ie of E:xplanation of Resoiuth')fl t,, 

Resolution 
i 06!15/03 The VCO user p!a.:;ed a c::->H yesterday and 06115108 Agent was coached on always reading and 

saio that. the agenl Jlj not fo!kwv \;\..'$tCf:1(~r following customer notes and mstructioos. 
notes whicr instructed ther:1 not t:> type out 
the answering machine and to give the GA to 
leave a message. Apologiz.ed ~nd told her 
we would follow~up with !he ag8nt. No follow-
up requested. 

2 06i15/08 VCO customer said the agent dldn't foHow 06115/08 Agent said she started to type the answering 
her customer notes not to type out the machine message in error. Agent apologized 
answering mach!ne message and to give her to the customer and then the Inbound caller 
a GA to leave a message. She also said the hung up. Agent said she did not disconnect 
agent hung up on her 'Nhen she got rnad. the customer. Coached Agent on reading 
Apologized and told her we would foHow~up and following customer notes. Agent said 
witt the agent. No fol!ow~up requested. she would never disconnect a customer. 

3 06/16/08 Customer Compiaint: When calling into 06/16/08 Called the customer on 717 at 3:50 PM, 7/8 
Illinois Relay usir.g ?i 1 the init1a! greetmg at 11:05 AM and 7/9 at 3:35PM. No answer 
they are getting is in Spanish, then the rest and no answering machine at that number. 
of the conversation is in English. This only Unable to leave a message for customer to 
happens with the initial greeting. Customer call back. . Service Response: apologized. follow-up 
requested. 

4 06!18/08 Customer Complaint: Agent typed out the 06/18/08 Coached agent on always reading and 
message even after I told her not to. No following customer notes and instructions. 
response or apology. nothing. The agont just 
kept typing "redialing to leave message". 
Apologized for the frustration and told her we 
will took into this. follow-up requested. 

5 06/18!08 Agent typed out the message even after I 06/18/08 Followed up with the agent and agent stated 
told her not to and my notes also Inform that she recalled seeing the note. However, 
agents not to. The agent typed out the in her attempt to provide quality relay service 
message of the party I was calling 3 tlmes. for the customer, upon reaching a recording 
Apologized for the frustration and told her we she forgot the instructions and immediately 
will work with the agent follow-up requested. started to type the recording message. She 

then realized what she had done and 
stopped typing and apologized to the 
customer, but the customer had already 
disconnected the call. She understood the 
importance of adhering to customer requests 
and notes. An email was sent to the 
customer at 1:30pm, Friday June 20, 2008, 
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~61·~---~....,.. 'iv&nt over protocol with ~1g~~~~hlM !G 0Bi1 w~:;,_;, A,;ent type(; ~mr tLe :ress;'-190 CV0!: cJltCi I ~":6i1 ~iCB 

1:c~d ~''fe·· :~::;[ lc: W~it-D $'10 SP.iol "8P~;··t,;~;n:·:~! t:ustomBr. 
t:!!-~:::,HlS ;~,~~:1-:; dp, (.;t\ ~)t S1<t-_ Apnir;~,Jfi£·d for 
~r:e :rJ~>h->~ion ;;ntJ sLat0d SCI:':t-;unc w:11 ··111urk 
wit!' the ag0~1L toliow-up requested. 

! \)f.,2;:<,.tr)t; ICu!:;l.)r-n~::r llf!,"lb!e to cor.nect to !ii1rois' 7'1 ·1 or 06126108 Customer stated that VCO to VCO calls arc 
600 nun~bers on SattFday. 6/?i/08. A now working, VCO to VCO is new for sorne 
Trou~le Tit.:het was ·::::reated. Customer of l:he agents, but they either ask a 
unable 10 connect VCO lo VCO. Custc•mer supervisor for help or figure it out Her CB!is 
teques~s cont.act <m·d pr~:.vkled their emai! are now going through. 
and p!':one number. 

8 06/25/08 Customer stated that the operator is a stow 06/25/08 Operator summoned a supervisor to observe 
typist Customer diti not understand the the call and supervisor witnessed that the 
operator's typing and said she was waiting operator was typing very clearly. Supervisor 
for her friend to talk, but the operator was scrolled through the whole conversation and 
typir.fl wrong and they did not understand no issues were identified. It was suspected 
what was said on the TTY. The Team the issue was with the TTY user. The 
Leader talked to the customer tried to operator was coached to complete Trouble 
explain about garbiing and that it was Tickets ln addition to getting a supervisor 
possibly the customer's TTY. II is suspected when this happens in case the customer 
that the issue was with the TTY user, not the hangs up before the supervisor can get 
operator. Complaint forwarded to correct there. 
center. No follow,up requested. 

9 06i25/0S Agent dialed the incorrect number. When the 06/26/08 Supervisor spoke with this agent about their 
customer repeated the number to dial, the attitude. Explained that agents are not to 
agent said they dialed the cor{ Ed number question what the customer says and to 
the first time and the customer said the follow customer instructions. Supervisor 
agent was "complaining" about outdialing called the customer and explain about the 
numbers. FoUow~up requested. Forwarded to action taken with this agent on 6/30/08. 
supervisor for follow-up about following 
customer Instructions and having the proper 
attitude on the phone. Supervisor will contact 
the customer and follow-up about the action 
taken. 

10 06!26/08 Customer stated that they got mad at this 06/26/08 Complaint forwarded to T earn Leader for 
agent. Said they called 711 and wanted to coaching on caning for help if it's needed, not 
call a friend, but got no response from the just leaving the customer wondering what is 
agent Customer said, ~I typed "Hello, hello?" going on. Agent apologized for the 
and the flgent didn't respond. This happened inconvenience to the customer. 
on 6/24/08 f.lround 5:30 PM. Apologized to 
the customer and informed them that the 
complaint would be filed and forwarded to 
the agenfs supervisor. Customer satisfied. 
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(11 06!28!08 Gus:om<'Y'3 dnvghtm receivnd ;::, ieiter in the QG/d~JOB Called the customer and Shtn><en~&11!it was 

I maii from re~c;y Hto:;, Uit'; tlr~nrlmg d trre w'xk;ng f:ne now. Sho thanked me for calling 
r~t.:rq!:;cr 8f.. ,~v0H <4S ~t1'.7 Hdrht;/)d ~~t i r-:n·1 ben:~ io tc• idk'V4-up with h&r 

t 
~he fro,;uoP:t;~ i:<i<.;!sd !l:;r_ l i·)•Vt:Ner. when tho I custom7)r tried ::::8Uing intc re!ay, they wers 
asked to dlai ag<Jin <md il wasr't branded 
properly as VGO. Tha customer waniod to 
know why the number wasn't branded last 
week. Customer Service apologized for the 
inco11venience. The agent branded the 
number and lctAld the m1s:>ing fteqr.l"'nt 
dia!ed numbers list Customer requested 
follow-up bv be called in the mornings. 

12 07j01/08 Caller cannot complete a cal! m a specific 07!01i0B Spoke with the customer and he stated all 
number through Sprint Relay. Apologized for was now working fine. He thanked me for 
the problem and opened a Trouble 1lcket. followir.g up with him. 
Foilow-up required for problem resolution. 

13 07101/0$ TTY customer states his caHs are getting 07/01/08 Customer did not request follow-up. 
discor.nected. The calls took place at 5 PM 
and 5:11 PM this €lvenirg, 7·-1 -08. 
Apologized and created a Trouble Ticket No 
tollow-up requ1::'.:1ted. 

14 07/04i08 Customer's son called to complain that the 07/04i08 Customer did not request follow-up. 
TTY line (his mother) was always busy when 
he tried to can it. He had tried several times 
since 3:00PM (this t:a!l was taken at 6:55 
PM) and it was busy each time. I apologized 
to customer, recorded the customer 
information and placed a test call to the 
number of the TTY user, which went through 
without problem. I informed the customer of 
thls, recommended that he try to place the 
call again and, "if the problem persisted, to 
contact his LEC for further assistance since 
the calli placed went through properly. No 
callback requested. 

15 07/06/08 VCO customer stated that their family was 07i06/08 Customer was satisflea and did not request 
having trouble reaching an agent through 7 1 follow-up. 
1 . They would ca!! in and hear the TTY tor.es 
but would not get through as a voice 
individual. Customer Service agent 
apologized to the VCO user and gave out the 
7 1 1 translation number and the state voice 
800 number. No follow-up was requested. 
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.. ~ M!:~~ ~· 
The a gem does nc,t reca!l th~-p~r calL 1t3 C7/:~,-~~/G8 (;;J;;;_on:cr .·;aid abou the apsr:l, ;:Sht-J f:,ot D ;· r14/Ci3 

fTIH. c-;he f8y7Bi.~~- nun9 up, .vvcirc person.-~ lJ(;~lbi1':1 to formaHy coach the agent due to 
:3ur;-t:' !S0t d~C ;j($~ ~-nc;(;:'~-~t~t?j?J \lvb~: t; :t· in5:ufficien: lnforrnatiGn, 
GUtJ1001Ct ft:,;_:;:-;;{'1~. "'i'h~; ··;~J~~-~.:.-n,~r 

repe<:::ting t~·.o ssme te;n uver ar,;J over. No 
folkwif·i..p we::; ~eq;,;e;si0d. i~>sue for\'in~ded to 
the '.:orrec~ ce·1r:::. 

. 

17 0'1!'14!08 VGO customer r:omplains that the updated 07/25108 Communicated with the customer via email 
Sprint pLqtforrn doe~; ncr .vork correctly and and expl<lined that we monitor our 
ths pro;)l~rnr:; sr1ou1(:; be resolved by t10W. equipment daily, When problems arise, we 
Customer stated she has been in contact need the details so we can investigate to 
with t!~e Illinois Program Manager r:1any determine what caused them. sr.e wm 
times complaining about the system and continue to document the details and contact 
nothing has beer. done. Customer is very Customer Service so our technicians can 
unhappy with Sprint and requests contact look into them, 

18 7/29/2008 Billing - General 8/4/2008 Collected information and took appropriate 
action to remedy circumstance to customer's 
satisfaction. 

19 08/04/08 Customer called in upset about Turbo Code 08/04/08 Customer did not leave contact information 
and garbling. stating. "This is not a complaint for follow-up. 
about the operators, I have had probler1s 
with my turbo code being disabled and then 
coming back on. ! have made many 

' complaints Bnd talked 10 many peop!o about 
my problems. ! just want you to kr,ow that 
many operators are getting in trouble 
because of technical issues." Assured the 
customer that I would forward this to the 
proper department and issued a Trouble 
Ticket 

120 08/14/08 A TTY customer was having problems 09/08/08 The social worker who was working with the 
making and receiving calls via Relay customer on this issue sent me an email to 
(advised contact person for customer that a let me know that his calls were now working 
complaint and Trouble Ticket would be with relay. He thanked us for working with 
entered) Customer's contact request follow- them to resolve the issue. 
up. 
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~--~ (p:;/22!08 ·r b:: mr:LJ:;:nd \(<!Ci:\ :;:::e;· c;:;rnpiained that 08!22!08 The agent followed procedu~B't~d to 
the,y fl8d tht:o "Vv0t:3t relf<Y c2.!ll've rnain!ain transparency 
ever ha:j: ·~ ~;l/ht:r~ orr ;~ t'.;t)!J vvl~h Br~ ir~be:und 

I 
~:--T ... / user i~;s;r: -,i-.t2r:::,. r:c~;t t~cfr l dlh;icaUvn~ 

VVher: 1hc v~.:;ic.s caHei asKed the operz\or to 
repeat anyib,np. the oper<:~tor mtyped wr.at 
he said. Everything H-:e ope~ator said was toe 
fast and the operator did not get a supervisor 
after call was finished and the inMund caller 

I disconm-.lcted It wat> !:l very difficult caH and 
the operc;to1 to!d the voice user, ''This call is 

~ over," znd hung up. Customer :>;sted this 
was very ponr custorrer service. The 
complaint was forwarded t::> the. correct 
center. The complaint carne was made on 
8120108 but the actual call in question 
occurred at 6:30 PM on 8/19/08 No follow-
up was requestGd. 

22 08/28/08 Technical - Genera! 08/28/08 The customer says the agent was very slow 
to begin captioning a call on 8/28/08 at 11 :08 
AM. The incidence was investigated and a 

I 
technical difficulty was identified on this cafl. 
Customer Service apologized for this 
occurrence. 

' 

23 09/04108 Customer notes say voice, VCO, HCO and 09/04/08 Lack of information regarding the date and 
TTY may use number, caller uses amplified time of the call make It impossible to find out 
phor.e. Caller is hearing impaired and was which operator and supervisor this contact is 
using their voice to speak because the TTY referring to. If we had an exact time and date 
was malfunctioning. They called a bank TTY for this call we could coach the operator and 
line and the agent began pressing numbers the assistant supervisor on proper 
for options without being instructed to. A disconnect procedures and ensure that they 
supervisor assisted the call and terminated are trained properly. 
it The supervisor questioned whether the 
caller had a disability, the legitimacy of the 
call and was rude. The caller hung up due to 
frustration with the agent and supervisor. 

24 09/08/08 Customer states that this was a terrible 09/08i08 The agent was coached of the importance of 
agent They were not paying attention and keeping the customer informed on the 
took 3 times to dial outbound each time. The process of the call. 
TTY user hung up because no typing was 
done. The actual incident happened in 
August, but the customer called in on 9/5/08 
at 1 i: 16 AM to report it No follow-up was 
requested. 

25 09i0$108 The TTY user came in on wrong line. 09/09/08 The customer did not request follow-up. 

26 09/09/08 The agent took too much time to relay the 09/09/08 There is no such agent in this facility. No 
Illinois S§J.Certification Renewal October 2012 action was taken and the tic~t closed. 



~7 'lG!J2tOu !\TTY t>Jstc•rLSi wql:8Sl.::~ "' ;;upurAtiOI. '10!l2/08 The agent was coached on rv"''""\:f''VI!owing 
B2y:ng tf~~lt :.hf:: c~f;sr1i ft:-1~ not fchc~ved custt)mer rates and lnstructicns and boing 
d.-1i::.h;:;e.0 dir~O.ir;l!~'. n.o:· <'98:11 dld not st•nd apologetic when an error is mado. 
the nrTlflS" (+! >C:. \P:C~riJt::tJcr:s c,gid r,:) rr;arXOS 

E<GEP'l the rit1glng m8cro). Tile notes atso 
sa1d noi tc type ou; recxY'-:irngslar.zwe:-ing 
machines but the agent dkL The cul':tome~· 
also feels that t'le agm;t was rude because 
when customer point&d out ar. erwr, The 
agent did not apologize but instead asked for 
a number ca!!in9 ~o. l apologized tc the 
customer and told them a Team Leade, 
would speak !o ttle agom and B rep:xt wou!d 
bo filed. No foUow-up was requested. 

28 10/20i08 The customer gave the operator the number 10/20/08 A Team Leader met with the agent, who was 
to diaL He heard tones, but it did not sound coached on proper disconnect procedures. If 
like TTY tones. The operator dtd not explain the agent has trouble connecting any call 
what the tones were, did not say anything, they should get a supervisor immediately for 
and hung up on the customer. l apologized assistance. The agent understands. 
to the customer and informed him the 
complaint >Nould be documented and 
forwarded to the operator's supervisor. The 
customer Is satisfterJ and does not want a 
follow-up cal!. 

' 

29 11/03/UB Customer questioning the accuracy of 11!03/08 The customer shared a note mentioning a 
captions. call made about 2 months ago with lack of 

captioning quality. The customer did not 
have specifics so we could follow-up with the 
agent and did not have any new calls to cite, 
noting that an is fine now. The Customer 
Service Representative apologized for the 
incident and thanked the customer for 
bringing their experience to our attention. 
Customer Sorvice also suggested that the 
customer document the date, time, and 
agent number of any future calls with issues 
to allow us to take specific action with the 
agent captioning the calL 
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The operator was coached §Kil!~hm call "i 'f';P/:>f: "'''" cu•+·:r·""f ,.,._,,,_d + .. ,; ,.+.;::(· try'ng ''l 1 ·>f(J£''08 , '• ~·· ,,. "<J'.J .• "\V< t.;. ,;,a;!.<.-~ ,, <>0« <VI, , < l ~ \~ I' < ,) ' , 

"~- '<'"r-~t'~A"1N("l"><'-•'•r'i""'l:•·~·,.., -,..-<"~(~' proc0::.sing for VCO users feaving a JB8 >tC ....:! ll ! 1·},,,~.\,;.1{_t~ , l, 1 ~:H; ~ .. u 1,;;\Jl(..( .£! ttJ fi 1d\J~.r ~f.. 

tr-e :;pe;;:,!nr •~vr;;:;; ''du:~:b'' nr:'.l ''d00sn't know rnessage on an answ€lring mact;ine. 
1!0\.V jc 21 n:i u··_E'!~ \ .. vhi~.::~ \>V~1tt]ng ~or ~}9 

:;;pt::mtn: CA to flgllf'& out hm·\ (,;, s:~en 'lh<; 
W<Yd "rr;Bssage'', t:•e <'Jn:->Wf,ring r-.e>chine 
dis•.:;onnect0d so s ··edlai wB:s nf:<~cssa"J. The 
;;uslome;r 'A:ss Er:<tr!Jrr.ely h;;.:lr<:<tad and nzd 
[G a new Cf\ lo p:acc cal:. The ;,uperv!sor 
apologlzed and assured the customer that 
the inforrrativn would be gi'-tsn \o tho 
operatc.r'~•s direct supervis~!r. Nr; fo!!ow,up 
requested. 

3i 11111108 The agent was hard to understand and 11/11/08 Invalid agent ID. 
y~lled at the voice person se,;e;·a! tir,ws. 
There is no agent by this number at the relay 
centers. The complaint wa~ forwarded to 
customer smvice for follow-up. Complaint 
came in at 7:30AM on 1 ~1'11106 

32 1 ij15i08 The customer received a message on a 11/15/08 Coached agent on slowing down and usmg 
voice maH system to return a caH to a TTY careful pronunciation when leaving 
user. The agent who !eft the message vv8s messages. 
very hard to understand and had a thick 

' accent Customer sta~od they, "Oo not want 
to get anyone in trouble, but 1t's important to 
have a cle~r voice when faci!itatmg these 
types of calls." Thanked customer for 
feedback The complaint came in at 7:10 
PM on 11/14/08. The ca!!er did not say when 
the votce mail message was left Complaint 
was fotwarded to the correct center and no 
follow-up was requested. 

33 11/15/08 Customer stated that the agent didn't follow 11/15/08 Team Leader went over this complaint with 
their instructions at al!. Stated that the call the agent, who did not remember the call but 
took twice as long as it should so they just apologized for the inconvenience to 
hung up. The complaint was forwarded to customer. Team Leader coached the agent 
the Team Leader for follow-up on following about following customer instructions in a 
database end customer instructions. timely manner. 

34 11i19/08 Customer complained that the captions lag 11/19/08 The customer's wlfe shared feedback 
too far behind the voice. regarding the lag time of captions on some 

calls. They did not have call (dateltime} 
specifics to share. Customer Service 
Representative apologized for the incident 
and thanked them for the feedback. We 
suggested the customer document the date 
and time of the call and the agent number for 
more specific follow-up. The customer's wife 
chose not to share specifics. 
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':1&:: 
~,l> .• ) '111:24,'08 An i!linoiz Vf;,(.r cus'.;:;rnc·r say;; she !::Hnnol 'i -;/:?4/(;{3 Called (.ustomer on 3i13 at ~~ffiQifWP'and 

iBCBl''f'} lnr•Y11in:J c~1Jls, She 1'8\fr either there was no answer. Tried calling again on 
"numti:r;> i'iy ;.K;z,,:;.;;, thf' :;.::.reur/ o; r..he rJets 3/17 at 1 i :55 AM and it was busy. Called on 
noth1ng, Bnfi i!'H~n Il··e· !,•·;e c<isccr:nec·:s The 3!17 at .3:30 PM and left a message on !he 
agents do r:ut r.:spcm:J whBn sr•e s:::.ys "Vdce TTY answering machine. Spoke with 

i 
p!ease, SA". 1\poitqi::-.M br ino:mver!IE:'r!Ce. customer on 3/19 and she said she can call 
Mad€ 8 I'Bl1\ c;;;H 1~J her vla lHi11ois Reiay and out but her friends have trouble connecting 
got;;, luu:J squt:.x;;linfl nu::ic, then the iine with her. Suggested that they tel! the agent to 
disconnected before the agent co:.~!d type. set up VCO before connecting with her. She 
Opened a trcub!e ticket. Fo!low-ur: thanked me for following up with her. 
rec1 ue~:i.-:vl. 

36 11/26108 A TTY user compiained about an agent 11/26/08 There was not enough information to follow-
blocking a call. A supe;visor checkec and up, Were there instructions to block or 
the call was blocked. unblock the number? Was the privacy 

manager recording reached? We would 
need to know if call was supposed to be 
blocked or not in order to follow-up. Team 
Leader meeting with supervisor filing the 
complaint and will have them write a more 
detailed complaint next time. 

37 12/04/08 Technical - Genera! 12/04/08 Technical support worked with a Telephone 
Company provider to fix a routing issue for . the CapTel user's phone number. lssue has 
been resolved. 

38 12/05/08 A VCO customer is unablo to connect with 12/22/08 Spoke with the customer's daughter and she 
the Illinois VCO d~:dicated !ine. Tt10 said it has improved. Sent a can log tracking 
cust'Omer has been experiencing the report for them to document their calls. She 
problem for the past few days. Advised thanked me for following up with her. 
customer that a complaint and trouble ticket 
would be entered regarding this issue. Also 
placed a test call from Relay Cusromer 
Service successfully to the Illinois VCO 
number. Opened a trouble ticket The 
customer's daughter requests contact asap. 

39 12/08/08 The inbound customer was on a call with 12/08/08 The Team Leader met with agent on 12/9!08 
their bank and relay hung up on them. The and coached them on proper call and 
complaint camo ir. on 1213/08 at 3:33 PM. disconnect procedures. Team Leader told 
No follow-up requested, the agent that if they are experiencing 

technical difficulties to inform a supervisor 
immediately. Informed the agent that 
intentionally disconnecting callers Is a 
terminable offense. The agent understands. 
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rospcmcJi,·,g to tt>•_,,;-, ·,'lt:,iiB c~n 2. ;-,::,lay t.flil a tecbnic..c-:1 p:oh!0rn on the calL The agent 
~)ct•:·JE~or. th0 F'Y ,.,;;.:e:· :~nd theh iaw;;rv. ~ht1 urdersi;;.nds to ai·N;;r:,;s respond to 
TTi uM;r v-.i;c:· •:r:-:-y rrtmi ::>bc.ui. U112 lr,f•·rn ~·~c customE:ri:L 
t;-:e ·:.aller :i-,<:1 th0 inkmr::~Hot~ W(;'.J:d br: 
fc:rvvsrded to the operato;-'s !•nrrv:,nak 
::->Up':;rvir~or. 

12!19iOD An ii!inois Speed· 1~ Sp~;.ec·h user saki the 12:n 9/08 
operator was no: ::!oing a very good jc;b 

42 01i13/09 

Hb(tul g<,:ng Hm.1t ·gr1 the a!;:: habet with t!1cn: 
to ieloy their cs!L Tr1e. ope;ator did net ask 
me whet, whert why, or <'!ny other 
info:matiO(;. 

The caller reported that they were unable to 01/13/09 
call their doctor's office phone numbers 
through l!lir.ois Relay. When they tried to Celli 
they got a fast busy signal and thfl calls 
could not gc through, so they had to go to 
the emergency room instead. Customer 
Service Response; Apologized lor tile 
rnishap and asked for the phone numbers 
that cou!d not be reac.hed. Made test c;;Us to 
the numbArs from the desk phone in 
Customer Ser,'ice ~md the calls went through 
fine. Entered D trouble ticket fot!ow~up 

requested. 

43 01/14/09 Technical· General 01/14/09 

44 01/16/09 VCO customer reports garbling problems on 03/20/09 
incoming and outgoing calls. (Placed test call 
to customer via Relay and no garbling 
problems were experienced. Customer 
requested Trouble Ticket and complaint be 
entered to resolve issue.) Customer 
requests contact asap. 
Customer also reports that agents do not 
follow her Customer Database notes to 
"disable Turbo Code". She does not have an 
f.lgent 10 because the typing was too fast to 
write it down. 

Illinois, RS Certification Renewal October 2012 

Tean·, Leader coached the operator. 
said that he did go through the alphabet 

but not l€tter by letter. Instead he would say, 
"Is it between a ~ g?". Gave the operator 
ways to ask if there are "any further 
instructions" and reminded him to be sure to 
go through the alphabet and numbers The 
Team Leader called customer who said that 
the operator did a better job when he 
assisted her today 

Customer stated !t was working fine now and 
wm call back if problems arise. 

Prompt correction by technical personnel 
while troubleshooting with ·customer 
remedied the short term inability for this 
customer to make and receive captioned 
calls. Customer confirmed ability to make 
and receive captioned calls successfully. 

Spoke with customer on 3/19 and she said 
she can call out, but her friends have trouble 
contacting her. Suggested they tel! the agent 
to set up VCO before connecting with her. 
She thanked me for following up with her. 

12 



- -~~ -45 (! '1 /'2 ~~~! () :~ lllir";i~.; n ··: ds~;:;r c :;~;~p\clin~~ she C<m;:ot I) 1/:.2:!:!08 Called :hree times and get ~ ,.i~ 
{~~}rnett tc nf~r c;:;Hs , :;, ·_,- 1 -~ trori :t~ork~ stating the person had r:ot setup their 
rnstend ~1z~s gt:<i:on a ;.;igr.<:li k'f 2 days. vo\cemeiL 
/\pc:•og;zf:'?d r.nJ 2 sur.ceszrft.;~ te-:~t 
r:r.!!s. Adv'sed ~'81le: ;_, a,e;:;k wil~l ;:;ffJce 
tetep!1one adrn!nrstrstor rJ~;c-: entered ;:;; 
Trouble Ticket Cz:stmrH;1r wanb contac~ wl~h 
r'i:;s:;!utkn. 

46 03!02/09 Custorner compiaim~rl :hal the caplior.::; siop 03:02/09 Customer shared feedback regarding fBi!ure 
In the rniddl€: of cui;:: of captions and provided specific call data. 

Customer Service Representative 
apologized for incidence and thanked 
customer for the feedback. Investigated call 
detail was shared with Call Center 
management for fol!ow~up with the agent by 
the agent's supervisor. 

47 03107/09 The TTY user placed a call on Mi::lrch 7, 03107/09 Met with agent. Agent does not specifically 
2009 at 3:22 PM to his mother and the agent remember this call, nor does he remember 
did not type clearly and did not speak very anyone being upset with him because of his 
good English to his mother. "My mother said accent. Agent understands the importance of 
that she cou!drit understand him because he speaking clearly and was told by his 
didn't speak. good english.'' The TIY user supervisor that if a voice caller appears to 
was so angry that he hung up and ca!!ed have a hard time understanding, try 
back for a difterenl agent. The TTY user also speaking more slowly due to his accent 
staled that his mother said ~he was rude.'' Complaint of rudeness was not enough Info 
The customer service representative to fo!low~up on. No information about what 
apologize for the inconvenience and stated did agent did that was rude. 
that this information would be passed on No 
follow-up was requested. 

48 03/13/09 Dialing Issue • unable to dial regional ROO 03/13/09 Technical Support made an adjustment so 
number that this CapTe! user can successfully make 

captioned calls to the regional 800 number. 

49 04/07/09 Customer gavE'! the agent specific 04107/09 Team Leader met with agent on 4i14/09, 
instructions to dial a 217 number and then Emphasized that disconnecting calls could 
enter an 866 number to confirm. The agent result in disciplinary action up to and 
dialed the 866 number then disconnected including termination. Discussed how to 
the customer as the customer was trying to document if disconnecting calls In future by 
inform them that the wrong number was alerting a Team Leader. 
dialed. Apologized and told the customer tha 
the information would be forwarded to the 
appropriate center, Obtained agent 
assistance to complete the call as instructed 
by the customer. 
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- """"" 50 04!rl8/G9 1 't t),c,t,4~l::;, L{•f6...,.4t'>,, l\f •.,Hd ~ s.;:::; ~t',!P ~T~,, c-···'· '·c~. , .... ··•· ''· ,.,,! 3 Cr!~'-"1 :>~/D:J/C~J Cwstorner dio r:ot reque5i t >' ~ase is 
nurrbor v;;; rel;-;;~ f,t;; rh~ caii ~~o~;::.: ·JC· ~hro:J9h C!OSE':D. 

·-.tVHht'Ui 1·h8 : :: zd: i()Ot· '<-;: 
apwod• na··.P.l_; 'ii' 45 f.lf\11 ;_~f. 1:S.pJl:Jg17F·fl <:l!ld 
a Trouble T:ckr:i ,,\•<;:; :.::rs:~tet.~. t·.Jt; fcdlovv-up 
was roqu8s~cd 

51 04i2'l/09 0r, 4i17/i.l8 at g·z~ PM the c'Jr.torror die:!ed 04/71!09 Operator did not remember this specific call, 
tr10 800 rJUiilb0i for Hlinols R.eiB:' ar.d but said she will accept responsibility for it. 
reached on ag9nt. The agent p!(;IC.<~d the cal! Sh& was cooched about remaining 
to a vee u~0r Th;, custo1ner expJr,inE:<d her professional and keeping composure <iu!ing 
mother uses broken English and that all calls and was also reminded about the 
commumcation is a cha!lenge for her. !tis consequences of intentional call 
reported tnat the agent was disrespectfl:l disconnects. Operator was placed on 
and added unnecessary commentary during corrective action. A follow-up email was sent 
the call. It was :'.llso stated :hat tho CA to the customer. 
abruptly disconnected the call beforo the 
parties were finished. Apologized. The 
supervisor wili be notified. Customer 
Database Record was ordered. follow-up 
requested. 

Date Generated: Mon. May. 4th, 2009@ 09:13:50 f"-.M CT 
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lUbtc!~ 'i'~l~ommunicn:ti~ns A-o;C'f;'M Coz~t\•. tiO'!l 
:l()!') 1 M·•nl"";-H;<* 1 •1·i<:-~ • ~tJit•• f) • Splirtgtidtl. fHi,v;!:t '>Fit! t 

!'il)(j.~N Hd ;,; V /TfY • ~ l7·M8-4 J iii V /1'l'S 
:;'.'\X. 217 t")R.mH2 • ,.~, w. it••~Cr!:;n:;.tJ' 

~ June 2~, :ZOltl 
N 
0 

N Offh.:e of the Secretary 

..... 
(}1 

fedrrra! Communicu.tions Commis:::;.f.n; 
\Vu::;hingtnn1 DC 20554 

:Via ~j~Mi\iif.fmAili 

Dear Secretary: 

RE: CG Do~ket 03-0113 

As directed in the ubove-mentioned Docket, please fmd tbe roHo\vlng ench,sc-J d•)cmnent: 

• The Stnt;;.rof11Hnois' Sprint TRS and Cap Tel Anmw.l Complaint Lc~g~, ;vhi..:h in.::h.tdl!s 
the number of oomphrints receiv~d f0r tlle periud Ju:.'te 1, 2009 througl1 May 3 t. 201 0, 
that allege a ·violation ofth-e federal TRS rnatldatory millitnt.J:tn :st~d.anis. tbe date or the 
compbint1 the rutture t'ftht cmnpluint, the datt.~ of its n~-.;o!ution :.md af! explanation of 
the resolution. 

'in ndJition, statf oft he 1Hinc1-s Comme-rce Comm:ission, reAul..ttorv ~t£cnc\' oftb: State ofUlinois 
... ... \o.J' ot' 

the IT AC TRS Pt'ngram, repbttcd no stand~trd TRS ~ntnp!:Lints elev:ned d.tv·;ng :!1c rerfnting 
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cc: Emma Danielson. U1hit)i'> Accmmt ?vfanager. Sprint R~lay (via :t.:mnil} 
.\1ary ·watters1 fllin:ois C'mnmerce Commissi"ln, ITACIITAP Liaison (via Email) 
:Vtark Ston-e, Deputy Burcan Chtef1 Federal Communications Comrnlssion (via Emaij) 

EndoJ:ures: Annual !llin<)i& TRS Complaint Log, which include~ Cap Tel Complaints tor same 
reponing period (June 1, 2009 thrt•ugll May J 1, 20 i 
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